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SITEL CORPORATION 2001 SUMMARY ANNUAL REPORT

1999 1998 1997

INCOME m4>._.m_<_mz._. c>._.> >w wm_...cz._. H : : : Sl
Revenues X . 8 $764447 = $737,522 $586,318 $491,474

Operating expenses A : ERES fw 722,151 . 709,626 567,486 456,531
Asset impairment andirestructuring expenses® | , 3620 9596 6,607 15,681
Operating income (loss) e 70 v 38,776 18,30 12,225 19,262

Net income (loss)® " : {221 $ 15 741 mmj - $ (1,088) $ 2,812

Weighted average commion shares . G : ; :
Basic w . : 24. . 71,052 . 66550 - 63,888 61,764
Diluted ; , e 5,201 - i~ 66,55 63,888 68,811

Income (loss) from continuing operaf , : SRR P M
Basic ; $ 018§ (0.0 $ (001 $ 005
Diluted R DU . ‘ s o7 g 001) $ (0.01) $ 004

INCOME STATEMENT R

Some | ‘, .8 42,206 $ 18,832 $ 34,943
Net income e ; g - $14738  § 7491 $ 3471 $ 18,493
Income per commonigharst | i+ = e ,

Basic e S o1 s 021 011 $ 005 § 030
Diluted SARAEREES : L8 001 5 020 0§ 010  $ 005 $ 027

() The year ended Decepiber BITl 2001 1iitlide slated to the Company's ed in June 2001, $1.3 million of
losses on disposals ¢ 1888 ¢ i ¢ { tioric , il
benefit for these ¢h ; “tax be : 1o be realized in future years,
resulting from the Compar o : 250, { vany; and 3\\ ion valuation allowance for
U.K deferred tax assets. SOQBm mSESmi Dm~m|mxn\c§:© Speci )
operating results for 2000, 1999, 1998, and 1997, excluding the asse:

At December 8 (in thousands)

BALANCE SHEET DATA:

Working capital .

Total assets 355,466 380,222 &wm @ow :
Long-term debt, net of current portion 107,040 108,341

Stockholders’ equity 140,040 59,582
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TO OUR SHAREHOLDERS

James F Lynch

2001 was a year of change for SITEL. In a difficult
year for many companies, we were able to realign
ourselves to withstand economic uncertainties and
stay on track for revenue and profit growth. Major
cost-cutting and restructuring initiatives in the first half
of the year led to increased revenues, operating prof-
its, and net income in the second. The fourth quarter
of 2001 was the first in two years where revenues
increased both sequentially and from the prior year's
comparable quarter. This improvement, when coupled
with indications that the market for outsourced cus-
tomer support services is expected to grow rapidly
over the next several years, is very encouraging. | am
confident that our efforts to refocus and right-size the
Company in 2001 have positioned us to respond
quickly to, and take advantage of, market demand
while strengthening our position as an industry leader.

FINANCIAL PERFORMANCE

Revenues for the year 2001 were $725.0 million,
down from revenues of $764.4 million in 2000. The
Company did, however, realize sequential revenue
growth in the fourth quarter of 2001 with revenues
of $189.5 million, up from $173.8 million in the third
quarter. Operating profits and net income, excluding
various special charges related to the restructure
and certain deferred income tax adjustment in the

2

third quarter, also increased sequentially in the
fourth quarter. Our operating income in the fourth
quarter of 2001 was $8.4 million, or 4.4% of reve-
nues, up 36% from operating income of $6.1 million,
or 3.5% of revenues, recorded in the third quarter
of 2001. The Company'’s net income for the fourth
guarter of 2001 doubled to $2.9 million, or $0.04 per
diluted share, up from $1.1 million, or $0.02 per
diluted share, in the third quarter.

CORPORATE RESTRUCTURING

In June of 2001, the Company initiated a compre-
hensive restructuring plan to intensify our focus on
our core competencies, accelerate revenue growth,
reduce fixed overhead, and improve profitability.
At the heart of the new decentralized structure is
15 client-centric Business Units run by talented
and experienced leaders with independent profit-
and-loss accountability. Our Business Units are
structured to concentrate on our core competen-
cies of customer acquisition, customer care,
technical support, and risk management; client
service across a range of geographies; and our
established expertise in several vertical markets
including consumer products, financial services,
insurance, telecommunications, ISP and cable,
technology, and energy and utilities.

In 2001, the Company established its Enterprise
Solutions Group (ESG). This Business Unit has
responsibility for selling, designing, building, and
running complex contact center services for SITEL's
multi-national clients, ensuring that these complex
programs deliver performance consistency across
all sites and countries. The ESG additionally has
responsibility for the Company’s operational and
technology professional services.

Our revenue growth and increased profitability in
the second half of 2001 are promising indicators
of the success of the restructuring plan and viability
of the decentralized model.

MARKETPLACE SUCCESSES

SITEL celebrated a number of new client wins in
2001. Newly formed business relationships include
those with Genesis Power in New Zealand; Cable
& Wireless in Panama; DSL CPE Group of Alcatel
in Europe; Callinvest in Germany; Avaya in Europe
and Singapore; Ericsson in Switzerland, the
Netherlands, Belgium and Brazil, and Group3G in
Germany. 2001 was also a year of expanded exist-
ing relationships with Seeboard in the United
Kingdom, American Express in the Netherlands
and Belgium, Deutsche Telekom in Germany,
Belgacom Mobile and the Flemish Government
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THE CLIENT

SITELs client is one of the largest automotive
manufacturers in the world. This client pro-
vides its dealers, as well as existing and
potential customers, with world-class cus-
tomer service support befors, during, and
after the sale.

THE STORY

On Sunday, June 30, 2001, a call came in to
SITEL's client-dedicated contact center in
Florida. It was a call for assistance from a
Lowisiana native vacationing with his family
in Texas. Stuck in a remote Texas town, the
owner's car had broken down. They needed
a tow, and they needed to find the nearest
dealership. Kathy Jackson, a SITEL customer
relationship manager (CRM) took the call.
Within minutes, she arranged to have the
vehicle towed to a local dealership for
repairs. An hour later, the owner called again
from the dealer’s service department. The
dealer needed an auto part that was unavail-
able in the small Texas town. Kathy took care
of everything—she located the part at a
Houston dealership, had it defivered via
overnight mail, and even found the owners
family rooms for the night in a nearby hotel.

THE SITEL ADVANTAGE
SITEL creates value for its clients by increas-
ing customer satisfaction and loyalty. In the
case of this automotive manufacturer, service
is, in fact, the operative word and chief
objective. “Whatever that customer needs,
it’s our job to get it done—quickly, effec-
tively, and with a positive attitude,” says
Kathy. “It's all about going that extra mile.”
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“Each of our solutions represents
SITELs ability to add value to our
client’s primary business objective.”

TECHNICAL SUPPORT

Targeted at industries with dynamic prod-
uct life cycles, like high technology, we
provide a broad range of technical support
services focused on achieving measurable,
total customer satisfaction. We employ
technically trained and dedicated teams
on an integrated, multi-channel platform
to provide comprehensive technical
product support. We tailor the technical
support processes to our client’s needs,
including required activities, escalation
procedures, and system-level reporting.
By analyzing product-related call pat-
terns gathered from the technical sup-
port function, we are able to provide
additional insight into future product
development initiatives.

SITEL's technical support services inciude:

o handling troubleshooting calls

o responding to software and hardware problems
o providing support for Internet service problems
© managing corporate help desks

° providing warranty or post-warranty support

RISK MANAGEMENT

We provide international risk manage-
ment programs for large corporations.
We believe in a consultative approach,
sharing industry-wide best practices in
order to tailor a unique solution for each
of our client’s specific needs. We always
design programs with the client in mind
to ensure optimal loss mitigation while
emphasizing customer retention.

Our risk management solutions include:

o pre- and post-charge-off collections
o early fraud identification

o credit card activations

© property recovery programs

o skip tracing

o disaster prevention and recovery

PROFESSIONAL SERVICES
Designed to optimize every aspect of
the day-to-day operation of both out-
sourced and internal contact centers,
we offer operational and technology pro-
fessional services to clients worldwide.
We help clients align their business with
their customers by helping them plan

and execute appropriate customer rela-
tionship management strategies. Our
expertise also includes the ability to
deliver complex information technology
services, as well as ongoing manage-
ment services related to the successful

operation of large-scale contact centers.

Our professional services include:

o analysis and segmentation of
customer databases

o [nstructional design and training delivery

o development and implementation of customer
contact strategies

o systems design and development

o analysis of current customer
sales/support environments

o requirements analysis and
process development

e analysis and planning for contact center
consolidation/centralization

o process modeling/workflow mapping

o contact center efficiency analysis

o pest practice analysis and work
instruction development

o contact center implementation planning

¥
.
.

seescenn
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THE CLIENT

A large state-owned utility in New Zealand has outsourced
almost all of its customer care operations to SITEL,
including billing and other finance-related applications.
They chose SITEL for its ability to handle high volumes of
differing service requests with care and professionalism.

THE STORY

Last spring, Timothy Lambert received a surprising elec-
tricity bill; he had switched to gas two months earlier and
expected his charges to be significantly lower than the
invoiced amount. The biggest issue for Jane Shaw, the
customer service professional (CSP) who handled the call
at SITEL's contact center in Hamilton, New Zealand, was
calming Timothy down and reassuring him that the prob-
lem would be resolved. She asked for his account number,
checked the utility’s database, and found that the invoice
had been based on an estimated rather than an actual
meter reading. Estimations, while generally providing an
accurate approximation of consumption, may differ based
on seasonal and circumstantial fluctuations. Once Jane
discovered this, she asked Timothy whether he was able
to supply her with his current meter reading. Timothy
advised her that he was calling from work and would
have to ring back /ater that evening. That night, Timothy
called back, and the call was answered by Brendon Smith.
By accessing the customer's account, Brendon quickly
saw the details of the earlier call. Timothy provided his
meter reading, and Brendon was able to advise him of the
current amount he owed. With new details of Timothy's
electricity consumption, Brendon created a revised invoice
that was sent the next day.

THE SITEL ADVANTAGE

Because SITEL's CSPs have access to a sophisticated
computer network that connects them to the client’s
database and billing systems, they can quickly access
pertinent information to provide quality customer serv-
ice, such as notes and times of previous customer calls,
meter readings, bills and payments, and past due
notices. This 360 degree view of the customer means
that SITEL CSPs are equipped to promptly answer cus-
tomer questions and solve customer problems.

. .

10

¥R ARG 4 B U1 b B S s

~




“JusI Yyoes Jo
Spaau ay) 18w 0) paubisap sweiboid
—Bunpayos usuwiuiodde pue ‘uonels

-uab pea| ‘'sweiboid AyeAoj pue uonuaial

JBWIOISND ‘uoISINboe 18WoISNd pue
JUBYDIBW SB 4ONS SIUdID JO JlByaq uo
SSNIAIDE S3jes Palefalul 1oNPUOD OS[e AN

‘S||eos uonuanaid

pnelj pue uswabeuew ajgeAIadal
SIUNOJ2E 8|puey Sjeuolssajold adlnias
J3wolsnd InQ “woddns Bupjueq auuo
po1eonsiydos 0} sadIAISS 18)SUBJ) adueleq
w04} ‘suoneoldde ueo| Buissasold pue
Buel 01 swel ases| buipiebal suonsanb
Bunamsue woly sbues Juawbas sa0I1nIas
[BIOUBUL BU} Ul SBINAIDE 848D JBWIOISND INQ

SUCRNIISUI [EIUBUL JBYI0 o
sajuedwos abebrow o

siapimnoid 8a1nas o

suuiy abesayoiq o

saedwoa buraueuyy 118331 o
sauelpiIsqns/satedwod asueulj oine o
saedwoa punj |eninu o

siopueib 1pasd o

saiedwios buises; o

syueq o

Buipnjoul ‘saiuedw oo

$901AI8S |elOuRUl Buipes) Jo abuel apim
e 1o} sweiboud a1ndaxa pue dojaaap app

'S8OIAI9S 10BIUOD 19UI0ISND 1310

pue ‘a1ed Jswoisnd ‘Bunasiew 102.11p
AAI1094}8-1500 pue aaneaouul Burdojaaap
Ag suoieziueblo 9$ay} 10} SIBUWOISND
uielal pue ‘alinboe 's1e00| 01 Buid|sy uo
SN20J BAA "BPIMPIOM SUOIININSUI [BIDUBULY
10} $821A18S Loddns 18LWIOISND pue 181udd
10e1U00 Butpircsd ul sezijenads 131|S
SIIIAHIS TVIONVYNIL

§$820.d LINGa1 pUs-03-pua
ayy Buijpuey pue suonezioyine uimal janposd
ui Buizyeidads poddns 821440 yaeq Guipinoid o
saseq abpajmouy auljuo Buidoaap o
s19npo.d mau Joy Suoinjos
pue sanbiuyaa; bunooysaignos burdojaasp o
swawuiodde 33inas
awoy-ul Buias pue sady aanias bunenobau o
JIINISS JIWOISNI pUT
-yby 10 spuawiedap anisnjaxa buiysiigelss o
Sanunpoddo anuanal wisl-esu uo
azieydes 03 sbopyaeq 1913 18p10 uado buanpal o
opn|oul saiuedwod syonpoid jawns
-U0D 10§ SBAIEIRIUI JUSd3L JO sajdwex

"‘Aueduwiod [enpiAipul 8y} JO SPasU 8y} 1Ns
0} PAZIWOISNI 8B SAVIAIDS INQ “SasAjeue
193iew pue Asains Aljenb Buluwopad

01 §||eval 1onpoud Buibeuew woly ‘subled
-wed sojes pue s1onpoid mau Buiyoune)
pue Buidojaasp 01 souInbul JaWOoISNd

01 Buipuodsal woly Inweb ayl unt $a9l
-AI9S 9say] "saluedwod Buysiignd pue
‘sAnowoine ‘Bulnioejnuews ‘jielal ‘syon
-poud Jewnsuon Buipes| 10} $801A18S Hod
-dns 1owo1sno Jo abuel j|n} B apIAcId BAA
$13Inaodd HIWNSNOI

‘sausnpul seilnn pue Abisus pue
‘ABOJOUYD8Y 'SUOIIBDIUNIWOD2A|8) ‘8due
-INSUI 'S82IAIBS |RIoUBUL "S1onpold Jewns
-U02 9yl aAI9S suonn|os Aisnpul s7311S

181U89 1081U0D By}
pue ‘sjpuueyd UoIINQUISIP ‘|Ie1as ‘plat
1wy a8yl Buipn|dur ‘sjulod yonol
a|diyynwt ssouoe sdiysuoie|al 1swolsnd
aziwirdo pue sfeuew 03} suolleziueb10
a|geus suonn(os Aisnpul Jno ‘siaulied
pue Sjuslo INO YLM UOoIIBIoge||0 89S0
Ul padolaas(] “salsnpul |eoIUaA Jo abuel
peo.q e Jo saooeld ssauisng oiyoads
ayl 01 paiojie) Apnbiun seoiaies Loddns
1BWOISND LIB-aY)-40-911S SIBAIIBP T31(S

3SILHIdXT AYLSNANI




“Our industry solutions enable organizations
to manage and optimize customer relationships

across multiple touch points.

INSURANCE

Over the past 15 years, SITEL has
substantially grown and developed its
customer contact center competencies
and capacity to serve the insurance
industry. We provide support to the
accidental death and disability, credit
life, and supplemental health insurance
markets. SITEL offers sales and service
across a full range of insurance prod-
ucts, from fully underwritten property
and casualty and life and health products
to non-underwritten, guaranteed issue
products such as hospital accident pro-
tection, hospital indemnity protection,
health care discount plans, and mechanical
breakdown and credit protection.

In addition to the direct sale of insurance
products for our clients, SITEL provides
a variety of support services specifically
designed to enhance the identification,
servicing, and retention of insurance
customers, including:

o sales support

o after-hours agent support

o emergency roadside assistance
o claims processing

o full back office support

in North America, we operate a complete
licensing and development department,
as well as state-certified training centers.

”

We use cutting-edge technology systems
to track and manage our insurance agent
population and ensure that all sales and
services are compliant with state require-
ments. We support approximately 400
licensed agents with over 14,000 licenses
and 20,000 company appointments serv-
ing all 50 states and Washington, D.C,
as well as major Canadian provinces.

TELECOMMUNICATIONS, ISP, AND CABLE
Our sales and customer service activities
extend to domestic and international long-
distance providers, local exchange carriers,
cellular and PCS providers, Internet
Service Providers, telecommunications
equipment manufacturers, and cable and
satellite TV companies, and include:

° gccount management

o customer acquisition

o fulfillment

o new proauct launches

o loyalty and retention programs

o warranty and entitlements

o call blending/up-sell and cross-sell
o facilities management

o database management

We provide these services across a mix of
product lines such as access lines, vertical
services, Internet access, long distance,
cellular PCS, and ISDN data services.

TECHMOLOGY

We also provide technical sales, tech-
nical support, and customer support
services for computer hardware manu-
facturers, software publishers, and PDA
and other wireless device suppliers.
These services include:

e product launches

o complete sales and account
management programs

o strategic product support

o corporate help desk

o warranty or post-warranty support

o sunset product support

EMERGY AND UTILITIES

Our customers in this segment include
public and private energy and utility com-
panies such as electric power, natural gas,
water, and integrated energy providers.
Our services include:

o sales support

o customer acquisition

© customer service

© direct sale and cross-sale activities

o brand development

o [oyalty campaigns

© database management

o development and professional services
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SITEL CORPORATION AND SUBSIDIARIES
CONSOLIDATED STATEMENTS OF INCOME (LOSS)

Years Ended December 31, (in thousands, except share data)

2001 2000 1999

REVENUES $725,048 $764,447 $737,522
Operating expenses:

Direct labor and telecommunications expenses 411,066 398,809 373,518

Subcontracted and other services expenses 36,949 51,452 59,024

Operating, selling, and administrative expenses 260,550 271,890 277,084

Asset impairment and restructuring expenses 26,185 3,520 9,596

Total operating expenses 734,750 725,671 719,222
OPERATING INCOME (L0OSS) (2.702) 38,776 18,300
OTHER INCOME (EXPENSE):

Interest income 924 781 523

Interest expense (12,566) (12,848) (13,308)

Other income (expense), net (2,606) (311) 316

Total other expense, net (14,248) (12,378) (12,469)
INCOME (LOSS) BEFORE INCOME TAXES AND MINORITY INTEREST (23,950) 26,398 5,831
Income tax expense (benefit) (2,317) 12,570 6,336
Minority interest 947 1,087 304
NET INCOME (LOSS) $ (22,580) $ 12,741 $ (809)
WEIGHTED AVERAGE COMMON SHARES OUTSTANDING:

Basic 73,424 71,052 66,550

Diluted 73,424 75,201 66,550
INCOME (LOSS) PER COMMON SHARE:

Basic $ (0.31) $ 0.8 $ (0.01)

Diluted $  (0.31) $ 017 $ (0.01)
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SITEL CORPORATE

BOARD OF DIRECTORS
AND EXECUTIVE OFFICERS

James F. Lynch, Director
Chairman and CEO, SITEL Corporation

Kelvin C. Berens, Director"
Managing Director;, Berens & Tate

Rohit M. Desai, Director'?
Chairman and President,
Desai Capital Management Inc.

Mathias J. DeVito, Director'?
Chairman Emeritus, The Rouse Company

Bill L. Fairfield, Director
Executive Vice President, SITEL Corporation

Georgre J. Kubat, Director'?
Chief Executive Officer,
Phillips Manufacturing Co.

Dale W. Saville
Executive Vice President, SITEL Corporation

Dale R. Schuster
Executive Vice President, SITEL Corporation

James E. Stevenson Jr.
Executive Vice President
and Chief Financial Officer, SITEL Corporation

'Member of the Audit Committee
*Member of the Compensation Committee
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INFORMATION

CORPORATE HEADQUARTERS
SITEL Corporation

111 S. Calvert Street, Suite 1900
Baitimore, MD 21202

United States

+1 410 246 1505

E-mail; info@sitel.com

WEB SITE
www.sitel.com

COMMON STOCK LISTING
New York Stock Exchange: SWW

TRANSFER AGENT

EquiServe Trust Company, N.A.
P.0O. Box 2500

Jersey City, NJ 07303
800-519-3111

INDEPENDENT AUDITORS
KPMG LLP

111 S. Calvert Street
Baltimore, MD 21202-6199

STOCKHOLDER INFORMATION

This is a summary report only. A copy of
the SITEL Corporation Annual Report on
Form 10-K as filed with the Securities
and Exchange Commission is available
free of charge upon written request to
the Company.

ANNUAL MEETING

The 2002 annual meeting of SITEL
shareholders will be held on Friday,
May 3, 2002, at 9:30 a.m. Central
Daylight Savings Time, at the Omaha
Marriott, 10220 Regency Circle,
Omaha, Nebraska, USA.

FORWARD-LOOKING STATEMENT

This report may contain statements that
are not historical facts, but are forward-
looking in nature. Actual results may differ
materially. Additional information concern-
ing factors that could cause such differ-
ences can be found in SITEL's Annual
Report on Form 10-K for the year ended
December 31, 2001, and in other SITEL
reports and documents filed with the
Securities and Exchange Commission.

The customer stories in this Summary Annual
Report depict actual services performed, but are
meant for illustrative purposes only.
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1 Oxford Street
Darlinghurst

NSW 2010
Australia

+612.9273 5000
{New Zealand)
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SITEL Singapore

2 Tampines Central 6 #
NTUC Income TampinesiRe
Singapore 529 483

+65 6781 4333

(Singapore)
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Jamaica, West Indies

SITEL CARIBBEAN
876 9517900

The Freezone
Montego Bay
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SITEL Corporation
111°S. Calvert Street, Suite 1900
Baltimore, MD 21202 )
United States o
+1 410 246 1505

www.sitel.com




